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3. Business Environment

Analysis Framework
The State Government responds to its stakeholders and external and
internal business pressures by establishing business strategies and
directions. These business directions have fundamental impacts on the
directions for new information technologies and systems.

Through this process, the State can ensure that future information systems will meet its
business strategies and directions.

               Needs and
                 Implications

           Business
           Directions

          Pressures
           on

         Government

What are the external 
and internal pressures 
affecting the delivery
of State services?

What plans does the 
State have to manage 
and mitigate these
pressures?

What are the necessary
resources and infra-
structure requirements
to deliver these plans?

Stakeholder
Perspective

How do external
stakeholders view the
Government?
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3. Business Environment

Stakeholder Perspective

County Officer

District/Region Office Manager

Department Head

Customer Access Channel

Local Office Manager

Elected Official (Governor, Legislator)

Customer (Public, Employees, Suppliers)

n The Customer
Ü has multiple contact points

Ü has multiple modes of
communication

Ü perceives inconsistencies in
services

Ü provides integration of
government services

Ü perceives varying levels of
accountability

The State serves multiple stakeholders who interact with the State
Government in a wide variety of methods

New systems and technologies offer a means to simplify government and provide easier
access to services from the perspective of the customer.
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Pressures on Government
This “Pressure Box” illustrates the EXTERNAL and INTERNAL
pressures on State government.

These pressures drive the business directions of the State and affect
the delivery of government services throughout the State.

External Pressures

Internal Pressures

Business
Directions

People Technology

Infrastructure

Process
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3. Business Environment

External Pressures
The State faces a number of external pressures that compel change in
its service delivery mechanisms and business practices.

Business
Directions

People
Technology

Infrastructure

Process •Greater accountability for performance
• Increased responsiveness to federal program changes
•Demand for self-regulation
•Demand for small, efficient, effective, high quality 
government

•Small pool of technical
and business resources
within the state

• Increased competition for
knowledge workers

•Shrinking federal funding
•Small, slow-growth tax base
•Large physical service area

• Increased expectations on
technological capabilities

•Demand for increased access
from citizens

•Uneven stakeholder investments
in technology

•Rapidly evolving standards
•Rapidly changing technologies

•Proliferation of new technologies
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Internal Pressures
In addition, the State faces significant internally driven pressures.

Business
Directions

People

Technology

Infrastructure

Process
•Demand for significantly different service
delivery models

•Desire for increased accountability for results
•Demand for integration of like services
•Concerns over privacy and security
•Restrictive legislative framework

• Increased sharing of scarce resources
• Demand for integration of administrative and
operational data for management purposes

•Demand for skills development
•Demand for greater staff
flexibility

•Demand for greater
organizational flexibility

•Loss of resources to private
sector

•Ability to absorb change
•Traditional resistance to change

•Growing gap between business
direction and
technology capabilities

•More diverse and advanced interface
capability demanded

•Incompatibilities in technologies
•Backwards compatibility
•Aging infrastructure
•Lack of Year 2000 compliance
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3. Business Environment

Business Directions
The State has responded to the pressures by heading in a number of
key directions.

• Transition to greater deregulation and self compliance
• Exploration of new financial reporting models
• Demand for performance measurement and

management
• Service and accountability decentralization to field

units
• Systems and access driven out to individuals and

work units
• Exploration of new service delivery models
• Shift towards greater customer interaction
• Competition in government as a management model• Emphasis on market-responsive compensation,

benefits, HR practices
• Move to competency-based performance

management system
• Decentralized accountability for HR

management
• Exploration of new workforce methods
• Cultural shift towards “change as a way of life”

• Greater emphasis on revenue tracking
• Focus on development of timely, accurate,

integrated, complete information
• Alternative methods of funding

• Renewal of core systems
• Adoption of new technology standards
• Migration of legacy operational systems
• Acceleration in the pace of change in

information systems
• Significant network investments

People

Technology

Infrastructure

Process
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Key Implications And Needs

n FUNCTION
Ü Flexible, adaptable information systems

Ü Comprehensive, robust functionality

Ü Integrated functionality

Ü Advanced reporting capabilities

Ü Responsive to both corporate and departmental
needs

Ü Consistent state-wide information for analysis and
reporting

Ü Incorporates best business practices

Ü Both commercial and public sector attributes and
capabilities

Ü Performance measurement capability

n ACCESS
Ü Shared systems, common across government

Ü Broad accessibility to stakeholders (i.e., public,
suppliers, employees)

Ü Supports single point of data entry at source

n OPERATIONS
Ü Easily integrated and interfaced with operational

systems

Ü Easily upgraded

Ü Low cost maintenance

Ü Inexpensive to operate

Ü Easy to learn and use

n TECHNOLOGY
Ü Any significant change to be implemented by

January, 1999

Ü Consistent with established standards

Ü Open systems compliant

Ü Supports diverse technology base

The new business directions being implemented by the State have
significant implications for any new core administrative information
systems.
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Key Implications And Needs

n ORGANIZATION
Ü User organization structures consistent with new

technologies

Ü Information technology support organizations  for
widely distributed, accessible systems

Ü Different governance models for shared systems

Ü Team-driven work structures

Ü Process-oriented organization structures

Ü More commercial performance measures and
monitoring

n PEOPLE
Ü Commercial, competition-oriented business skills

Ü Skills for management of new technologies

Ü Positions and jobs consistent with new systems
capabilities

Ü Greater contingent work force (part-time, contracted,
temporary)

n POLICIES
Ü Shifts towards self-enforcement

Ü Streamlining and rationalization

Ü Embedded in systems to facilitate enforcement

Ü Greater flexibility in implementation

Ü Compliance with legal requirements

These implications and needs frame the key issues to be addressed by MT PRIME
recommendations.


